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application special status as provided under 37 C.F.R. § 1.102(d) and M.P.E.P. 708.02, U. 

Applicants have recently become aware that there are products on the market and 
methods currently in use by others that infringe one or more of the claims currently pending in 
the present application. Applicants have obtained documentation describing products and 
services and have engaged services provided by others that, after a rigid comparison with the 
pending claims, in Applicants' opinion, unquestionably infringe one or more of the pending 
claims. 

In addition. Applicants have made a careful and thorough search of the'prior art in this 
case. The following references have been deemed closely related to the subject matter 
encompassed by the pending claims. 

04/07/2000 wmim 00000019 09414710 

0: FC:iea 130.00 OP 

1 

U.S. Application No.: 09/414,710 
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U.S. and Foreign Patents Documents 
U.S. 5,862,223 U.S. 5,991,394 

WO 98/13765 
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Other Publications 

"Aspect Telecomin: Aspect Integrates The Web Into The Call Center", M2 GrOUp 2700 

Presswire, August 1996. 
"When Business Plan And Real World Clash", Wall Street Journal, June 9, 1999, 



One copy of each of the above-identified references is submitted herewith. 

Other references related to the present invention have also been submitted in an 
Information Disclosure Statement filed separately, a copy of which is enclosed. 

An original preliminary amendment was filed in the above-identified application on 
March 15, 2000. A second preliminary amendment was also filed on March 31, 2000, a copy of 
which is enclosed. Thus, claims 44-46, 48-51, 53-68, 70-88, 90-92, 97 & 104 are currently 
pending in this application. 

A check in the amount of $130.00 is enclosed for payment under 37 CF.R. §1.17(i) of 
the petition fee. If there are any additional charges, please charge Deposit Account No. 02-2666. 
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Aspect Telecommunications Integrates the Web into the Call Center to 
Deliver New Levels of Customer Service; Dynamic Web page creation, 
callback from a live agent, automatic notification and comprehensive 
reports highlight Aspect Interactive Web. 

Business Wire. p8051024 

Augusts, 1996 

LANGUAGE: English RECORD TYPE: Fulltext 
WORD COUNT: 1619 LINE COUNT: 00144 

TEXT: 

SAN JOSE, Calif.-(BUSINESS WIRE)-Aug. 5, 1996-Aspect 
Telecommunications today introduced Aspect Interactive Web, a povyrerful 
solution that integrates the World Wide Web with call center transactions 
to deliver a new level of customer service. 

With Aspect Interactive Web, companies can conduct more personalized. 
Informative and efficient customer Interactions while allowing the customer 
full choice of communication method - telephone, fax, electronic mail over 
the Internet, pager and, now, the World Wide Web. 

Aspect Interactive Web enables enterprises to create Web pages 
tailored to individual customers, to call back Web customers who request 
live interaction, to automatically notify customers of important 
information (such as a change in stock price), and to produce comprehensive 
reports covering all customer interactions, regardless of access method. 
Aspect Interactive Web is featured in a new release of Agility, Aspect's 
interactive response system, which delivers automated customer service 
f solutions in a call center environment. 

"Customers want self-paced, self-selected, self-directed access to 
company information and services whenever, wherever and by whatever method 
Is most convenient for them. This presents a tremendous challenge to 
businesses, which must continue to build customer loyalty through 
personalized service, prompt response and secure transactions ~ the 
cornerstones of the customer contact zone, the call center," said Dennis 
Haar, president and chief operating officer of Aspect Telecommunications. 

"Success in this changing marketplace is not simply a matter of 
technology - it's an issue of meeting customer expectations. With Aspect 
Interactive Web, we've forged a solution that fully meets the market needs. 
We are especially excited because Aspect offers proven expertise at the 
leading edge in both customer service and communications." 

Web solutions for the call center 

In recent years the enterprise call center has been expanding beyond 
telephone contact to include fax, pager and e-mail access. Now, Aspect's 
integration of the call center and the Web brings Important new benefits to 




customers and enterprises. 

First, consumers gain more personalized and efficient access to 
corporate infomriation, streamlining the search-and-discovery process. For 
example, Aspect Interactive Web can present product catalog pages organized 
to suit the customer's purchase preferences. Similarly, it can provide help 
desk information geared to an end user's system and perform automatic 
notification, for example, to advise a customer of a change in account 
status. 

When the customer decides to contact a service representative, the 
agent can play a more consultative role. Aspect Interactive Web enables the 
call center agent to view the customer*s progression through the Web site; 
thus the agent can offer specific interpretations and recommendations for 
each customer situation. 

Logistix taps Aspect Interactive Web for self-service project tracking 
Logistix, a software and hardware contract manufacturer and 
teleservices provider, has installed Aspect Interactive Web to expand its 
services to such clients as Apple, Hewlett-Packard and Adobe. At Logistix's 
communications center in Fremont, Calif., the company uses Aspect 
Interactive Web to enable customers to track order and shipment status, 
check on customer inquiries, obtain documentation and download software 
over the Web. In the future, if customers require live interaction, they 
will be able to simply point and click on the callback icon. 

"This is a highly competitive, fast-moving industry, both for us and 
for our clients. With Aspect, we are planning to offer a greater range of 
control and self-service without limiting the customers' options « if they 
want to talk with an agent during a Web connection, they won't even have to 
leave the computer application, and they won't have to repeat their 
question. One of the key features of Agility is that the agent can see 
where the customer is and has been on our Web site," said Grant Evans, vice 
president/business development, Logistix. 

New levels of customer service and agent productivity 
Aspect Interactive Web's capabilities, which achieve new levels of 
customer service and call center agent productivity, Include: 

Personalized Web page creation. Aspect Interactive Web gathers and 
presents information gathered directly from multiple corporate databases 
and legacy host systems. Based on customer requests and account history, it 
creates dynamic Web pages tailored to the individual. 

- Callback for live link to an agent. For Web interactions in which 
the customer decides to transact business with a customer service 
representative - for example, to complete a credit card purchase or obtain 
answers to complex questions - Aspect Interactive Web allows the customer 
to request an agent callback immediately or at a convenient time. It can 
also match the customer with the agent who has handled past inquiries or 
who is best qualified to resolve a current problem. 

- Simultaneous page viewing. When the customer requests assistance 
from an agent, Aspect Interactive Web delivers the Web page to the agent 
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along with the call, allowing the customer service representative to view 
the page the customer Is using. 

- Screen synchronization over the Intranet Agility Interactive Web 
provides cost-effective CTI (computer-telephony Integration) solutions that 
supply customer service representatives with Information from multiple 
corporate data sources over the corporate Intranet. This information can be 
readily delivered to the agent In easy-to-view Web page form at the same 
time as the call. It enables companies to Increase agent productivity and 
customer responsiveness by streamlining data collection and simplifying Its 
presentation. 

- Automatic customer notification. Companies can use Aspect 
Interactive Web to create proactive applications that automatically notify 

a customer when a specific event has occurred. For example, brokerage firms 
can advise clients when a stock hits a certain price; health care providers 
can remind patients of upcoming appointments; manufacturers can notify 
vendors of inventory changes; distributors can inform customers of shipment 
status; and airlines can advise preferred customers of flight changes and 
seat availability. 

- Interoperability with leading LANs, databases and hosts. Aspect 
Interactive Web can search, retrieve and blend information from leading 
relational databases as well as major host computer systems. This enriches 
an enterprise's ability to respond to customer needs with information based 
on specific customer preferences and up-to-date company offerings. 

Broad LAN connectivity encompasses Ethemet and token ring network 
access, IBM LAN Server and Communications Manager, Novell NetWare, 
TCP/IP 

and Microsoft LAN Manager. Host computer access includes IBM, DEC, 
Hewlett-Packard and the leading UNIX systems. Aspect Interactive Web 
performs database retrieval from Oracle, Sybase, INFORMIX, Microsoft SQL 
sender, BTRIEVE, and other ODBC-compliant database systems. It supports 
electronic mail connectivity with IBM, Hewlett-Packard, DEC, UNIX Mail, MCI 
Mall and the Internet. 

- Consolidated reporting. Comprehensive reports that integrate 
information on customer Interactions through the call center and the Web 
are readily available on an ad hoc or scheduled basis. These reports can be 
easily designed and run by means of Aspect's Windows-based CustomView 
ReportWriter graphical user interface. Managers can tailor the infomiation 
to their departmental needs, incorporate infomnatlon from other enterprise 
databases and distribute the data across the organization. 

~ Object-oriented development environment. Aspect Interactive Web 
incorporates Agility's object-oriented development environment, ActionAgent 
Navigator, a set of Web authoring tools for rapid design of interactive Web 
services. Developers can lay out the Web pages that Agility dynamically 
assembles for presentation to the customer. Images can be imported, along 
with hot links and other elements. Agility ActionAgent Navigator eliminates 
the need for coding o.r proprietary scripting and enables the. developer to 
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remain in the graphical interface, using icons and fill-ln-the-blank boxes 
even at the detail level. 

In addition to its rich Aspect Interactive Web features, Agility 2.0 
offers speech recognition and text-to-speech capabilities. Speech 
recognition Is particularly important for call centers that deliver 
automated services to regions where touch-tone service is not widespread. 
Text-to-speech Is designed for applications in which it is impractical to 
use prerecorded material - typically when the information is voluminous or 
changes frequently. 

Availability and pridng 

Aspect Agility 2.0, Including the Aspect Interactive Web option. Is 
available immediately. 

Agility 2.0, which includes interactive response capabilities over 
telephone, fax. electronic mail and pager, as well as the object-oriented 
development environment, is $75,000 and up. The optional Aspect Interactive 
Web license ~ which includes dynamic Web page creation, callback, 
automatic notification and comprehensive backend system connectivity - 
starts at $36,000. The speech recognition and text-to-speech options start 
at $7,500 and $600, respectively. Agility 2.0 can handle from 2,000 to 
12,000 transactions per hour, depending on configuration. 

Aspect Telecommunications 

Founded in 1985, Aspect Telecommunications (NASDAQ: ASPT) is a global 
provider of comprehensive business solutions for mission- critical call 
centers. Aspect products include automatic call distributors, interactive 
response systems, management infomnation and reporting tools, and planning 
and forecasting packages. Aspect also provides services vital to call 
center environments, Including business applications consulting, systems 
Integration and training. World headquarters are located in San Jose, 
Calif. For additional Infomiatlon, visit Aspect on the World Wide Web at 
http://www.aspect.com. -0- 

Note to Editors: The Aspect logo and Aspect CallCenter are registered 
trademarks, and Aspect Agility, Aspect Action/\gent Navigator and CustomVlew 
are trademarks of Aspect Telecommunications Corporation. All other product 
or service names mentioned in this document may be trademarks of the 
companies with which they are associated. 

CONTACT; Aspect Telecommunications 

Bob Drescher, 408/325-2483 

r.drescher@aspect.com 



or 

Martin Communications 
Andrea Martin, 408/325-2704 
martcom@aol.com 
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CASE STUDY 



When Business Plan and Real World Clash 



Our Panel Tackles 
A Web Conundrum 

Milf/ Itl'liiitU'T Ut Tut. WaI.I. .SrHI->T .hM'HNAI 

WHAT IK) VOII IM) wlirn your tiusitifss 
nttxlfl doi'sn't ipilti* niatch Ihr n'al world? 
Uuss Uoscnzwclg and Uohcrt Hull 
(•iivisloiieii a fomprtiiy offrrini: oni'stup 
shoppiriK for IntrlliM'tual cxiHTtlst' whpn Ihpy crratiMl 
Kuund Tuhl(» (Irnup Ini'. flvr yrars ano. They waiiltti to 
help (Hislncssp«'oplr, nuinaf^ctntMit ronsnltants and 
IUIt;atinn attonieys f^et answers tf» lin[)ortant tpirstions 
from tup-notch thinkers anywhrn* In tlw world tln*otl^:h 
Ihi' Intcnii'l. 

Mr. Uosonzwt'lK, " fonncr Price Waterhnnse 
consultant, came up with the Idea after reall/inu there 
micht be a mure efficient way h) deliver information to 
(he httsiness cutnnuinity..tn a larf^e cnnsunin^ firm, 
consultants are paid a salary wtu-ther they're working; 
on a project or are between assignments. In addition, 
client fees have to go to Itelp |)ay foron-the-joh trainiiiK 
for all th(»se recent college graduates or MJt. A.s wtio 
work as analysts. 

Round Table Group's business UKKlel was n kind of 
SWAT team of pnifessors who would answer (prestioiis 
based on their expertise. A team mljht nmslst of one 
or two pn»fessor^ communicating wrfti the client via e- 
nuill. phone or vid<H»conferencinu on pntjerts ihal 
miglit involve a few hours or a few w*yks of 
input. In the traditional management - 
consulting mottel, work on a proJtYt can last 
as long as a couple of years and the team 
consists of a group of Jimior analysis, 
managers and partners; 

HTG assembled a databjise made up 
mainly of 3,000 unlvereity pn)fes.sors 
available locx)nsult on an as- 
needed basis. The firm's fixed 
costs would be low because the 
professors would be pidd Only 
when they did billable work. 
Interestingly, among UTU's first 
kdcli of clients were a couple of 
management-consulting finns lhat 
wanted to enhance the credibility of 
their a»|wrts by including some of llie 
n»search of the UTG professor:!. 

M an unexpected wrinkle soon 
emeiigud. KTG's customers wanted the 
small conipany to start actlitg Uke a 
mnrv traditional consulting firm, 
business executives wanted face-to-face 
ctmtact with the professors giving the informaUon. 
They also wanted number crunching and folkiw-up analysis. 
And they wanted current, customized research. 

That has left KTG at a crossroads, ^hould it try to 
become a more traditional management-consulting 
firm or continue to pursue Its original mission of 
providing advice thnnigh Internet content and virtual 
links? fi-- 

Taking the first path wotdd mean providing suptHirt 
to clients, adding infrastnicture and formalizing Its 
optTatlon by dividing It into distinct specialties. That 
would have the downside of making ItTG's competitive 
point of differentiation murky. But the second path 
risks putting off clients who say they want.more. 
Where shotilri KTC5 go fnim here? 




Become a better 
middleman 

( van I. Schw.irtr, author ol twu tiooVs 
atmul electronic conMneice^UliRital 
Diitwinisin' and 'Webonomics' 

"The concept is a ginnj Idea hut 
(he original Inisiness model was 
fmidamentally flawetl. partly 
iH-cause of the way the In- 
terne! works and partly Iw- 
cause of the way ccMistill- 
ing works. 

"Working by e-mail, it's 
diffinill to have a ginKl hack 
and forth. With e-mail you talk 
at each other Instead of to each 
olher. 

"AtuI ymi know the way \m*- 
fessors are. These guys are jug- 
gling so many tilings, they're 
doing research. I hey may have a 
consulting business on the side, 
att ttie political stuff lhat happens 
at a university- and they have stu- 
dents. 

. "To really put their creative en- 
ergy into it is a really tough thing 
to do wlien they don't hjive their 
ego lied into it. 

"if you're doing a face- 
lo-face with tlie pntfes- 
sor and he's enhanc- 
ing his own constili- 
ing business, he is 
going to give it his 
all. If it's just e- 
mail. I can't see 
him giving it 
top priority. 
-The Web 
has exisltHi 

IJj parallel 
universe 
, for the 
past few 
years,, and 
what compa- 
nies really 
need to do Is 
create a hy- 
brid of what 
traditional' busi- 
ness does best 
and what the Web does best. I 
think this company at the cross- 
roads should also develop a hybrid . 
biz model. Do traditional consult- 
ing tied In with this 'Just in time* 
advice through the Internet. 

"lllXt ctnild have a .staff of fan?- 
t(^face Iftill-ttinel consultants ami 
als(» have a Web site when* ycxi OHild 
ask a natund-langtmge query and 
they send Uie questions out to the 
database of professors. Part of this 
service would be a follow-up service 
for ilO days. 




"Hut If you want to he a mid- 
dle-man. you've got to add value 
to tin; customer experience and to 
the professor experience. Maytx' 
yon tell the professors that If ym 
work tm this client for a rerlaiii 
amoimt of time, afterward you 
can he free to pursue the client on 
your own. Maybe that could he 
part of their matchmaking. All 
the great mlddlenien on the Weh 
are adding value to both the 
buyer and seller experience. 

"The Web is not giKxI for people 
who put ter along. It *s pn>ba hly gi k kI 
Ifor KT(;| to get on to whati'ver is 
next as quickly as possible." 

Evolve from the 
original vision 

Mike Santer of Platinum Venture 
Partners, a Re<lwood City, Calif, 
venture-capital firm that 
focuses on finarKing 
Internet and 
Information technology 
companies 



"Ailvirr fntni r\|ii'rls is Just 
{inr (piai'trr <»f Ihr whnlf (Minatioii 
when iMisiiirssrs need hrl|i. A hosl- 
iirss hMtkInc for lirl|i wants snrin'- 
iKKly to assess wluM i' thry jin*. ad- 
vise them un tmw llicy'n* diting 
and where (hey miglit »:<>. '('td liel[i 
them select a new plan or new 
pHKlucts that will help thiMii i;i*l l<> 
where they want to go. They* also 
want .sdmelMKly to help Ihem im- 
plement those things. 

"Mayhe Kotmd Table flroup 
dm'sn't have to he a ftdl- 
^e<tg4^d consulting rontpany. 
bid it has to* offer romiKi- 
nenls of tlio.se four Ihiiigs or 
links (i» the ones thai il 
dm'sn't offer. The Inlernet is a 
terrific way to provlth- those 
links. 

"If it's not ji(»i(iK to add Ixxlies 
to come out and do I he ad ual work, 
it HHiId have links to fMropIe wlut 
are I(H*al or industry appn)priale (o 
the company. If MTU wants to make 
jnoney. it strikes .some kind of 
arrangement for any referrals, 

"Also, college professors are 
way down on the list of advisers 
for most businesspeople. Tlie 
Irutli is. In the business comnut- 
nily. business experience is mnrh 
more valuable than : tlieoretical 
kindof sitiff. 

"Create a star-quality^ loam 
where you can then build a brand 
around those people. I would do a 
dream team of prof essctrs; hut not 
have 3,000 of them. Then I would 
have a dream team of business- 
consulting and business-research 
firms. Then you'd have a real 
think tank. That's the kind of ex- 
rUfiKC Ttmt to Pn(jr 'Hk, Cnhttnn J 



"I think there's 
very limited viability to 
KTG as it is currently 
Indlt. It doesn't offer what, 
IMMipIe nmt. and before 
they can be credible to of- 
fer what iHMipIe newl, 
they're going to need to 
have some kind of aura 
around the company to 
make people believe this is a 
'go to' source. 
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Disaffected Youth Dust Off a Comhustihle Philosophy 

By Pktkr Wauiman . • Nestor Makhno. nom de 
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